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1.​ Deaf Wireless Canada Consultative Committee - Comité pour les Services Sans fil 

des Sourds du Canada (DWCC - CSSSC or “DWCC”) respectfully submits this final 
reply in response to Telecom Notice of Consultation CRTC 2024-293-2. This 
submission presents DWCC’s positions, concerns, and recommendations to improve 
regulatory policies related to customer notifications and accessibility for Deaf, 
Deaf-Blind, and Hard of Hearing (DDBHH) consumers in Canada. 

 
2.​ DWCC appreciates the opportunity to contribute to this consultation and 

acknowledges the Commission’s efforts to strengthen consumer protections. As 
accessibility advocates, we emphasize that DDBHH consumers face systemic 
barriers in telecommunications services, particularly in accessing accessible 
notifications. Voice-based customer interactions, lack of ASL/LSQ resources, and 
limited transparency in service plans and pricing create significant challenges. 

 
3.​ To ensure equal access, DWCC urges the Commission to require service providers 

to implement accessible communication practices, including ASL/LSQ customer 
support, visual notifications, and equitable access to service information. 
Accessibility must be treated as a core regulatory requirement rather than an 
optional feature. 

 
4.​ DWCC remains committed to working with the Commission and industry 

stakeholders to create a telecommunications landscape where DDBHH consumers 
can independently manage their services, receive necessary protections, and fully 
participate in the digital economy. 
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Introduction 
 
1.​ This final reply builds upon DWCC’s initial submission, addressing key issues raised 

in the consultation process for Telecom Notice of Consultation CRTC 2024-293-2. 
DWCC remains committed to advocating for regulatory policies that prioritize 
accessibility, transparency, and consumer protections for DDBHH Canadians. 
 

2.​ Throughout this proceeding, multiple stakeholders have highlighted concerns 
regarding barriers to accessing service notifications, affordability challenges, and the 
effectiveness of current consumer protections. DWCC’s final reply reinforces the 
need for proactive, accessible communication from service providers, including 
ASL/LSQ support, visual notifications, and greater pricing transparency. 
 

3.​ DDBHH consumers continue to face significant barriers in accessing essential 
service information, particularly due to the reliance on voice-based interactions, the 
absence of ASL/LSQ resources, and unclear or inaccessible notifications. 
Telecommunications services are vital for communication, social inclusion, and 
safety, yet the lack of accessibility prevents DDBHH individuals from making 
informed decisions about their service plans. 
 

4.​ DWCC maintains that accessibility should not be an afterthought but a fundamental 
regulatory requirement. This reply addresses key issues raised in the consultation, 
including barriers to communication, affordability concerns, and the need for clear, 
transparent, and accessible notifications. DWCC urges the Commission to 
implement strong consumer protections, uphold accessibility standards, and hold 
service providers accountable for ensuring equitable access. 
 

5.​ DWCC further recommends that the Commission mandate ASL and LSQ 
accessibility in the telecommunications industry, including hiring DDBHH customer 
service representatives and improving outreach efforts. Such investments would 
ensure equal access and barrier-free communication for DDBHH consumers. 
 

6.​ DWCC appreciates the Commission’s attention to these matters and remains 
committed to collaboration in shaping telecommunications policies that reflect the 
needs of all consumers, including those who rely on sign language and visual 
communication. This document responds to individuals and industry positions, 
provides insights from the DDBHH community, and presents key recommendations 
to ensure inclusive and equitable telecommunications policies. 
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Topics of Discussion 
 
A. Barriers to Communication and Accessibility 
 
Voice-Based Telecommunications System 
 
7.​ DWCC aligns with CDGM’s assessment that many standard customer service 

interactions are voice-based, which inherently excludes DDBHH individuals from 
accessing the support they need from wireless phone and internet service providers. 
Many of them rely on text-based or visual notifications. This situation creates a 
substantial accessibility gap and limits DDBHH individuals in effectively managing 
their telecommunications needs. 

 
Communication Accessibility 

 
8.​ DWCC agrees with DHH Coalition that all notifications are to be available in plain 

language and in ASL/LSQ to ensure inclusivity of DDBHH individuals. This would 
ensure that they understand their notifications clearly and plan accordingly. 
 

9.​ DWCC agrees with Telus on the importance of a flexible approach to meet the 
diverse accessibility needs of customers. However, we emphasize that the current 
lack of sign language support in their notification methods remains a significant 
barrier for many DDBHH consumers. Adaptable and accessible notifications, 
including sign language options, are essential to ensure that DDBHH customers can 
effectively manage their wireless service plan and avoid unexpected charges. 
 

10.​DWCC emphasizes that accessibility must be a forethought, not an afterthought, 
in designing service plans and notifications. Integrating accessible features, 
including ASL and LSQ, from the outset ensures that DDBHH consumers can fully 
engage with services. Accessibility must be a core consideration, empowering all 
consumers to effectively manage their plans and make informed decisions 
independently. 
 

11.​DWCC acknowledges Rogers’ concern about accessibility but emphasizes that 
ensuring accessible notifications is vital for inclusivity, particularly for DDBHH 
individuals. Without proper support, such as sign language access, these customers 
face significant barriers to understanding their telecommunications service plans. 
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Access to ASL and LSQ 
 

12.​DWCC strongly concurs with DHH Coalition that there be information on the 
availability of one-on-one communication in sign language between DDBHH 
consumers and service providers representatives. 
 

13.​DWCC wishes to emphasize the importance of DDBHH customer support 
representatives and outreach education teams who are fluent in ASL and LSQ. 
Having DDBHH-specific support ensures that direct communication can take place 
in a manner that is both effective and meaningful as well as to bridge any 
accessibility gap between DDBHH customers and wireless phone and internet 
service providers. 
 

14.​DWCC fully agrees with CDGM and DHH Coalition that network coverage details, 
including network availability maps, should be clearly outlined. This will ensure that 
DDBHH customers can easily understand where reliable service is available, 
especially for stable, high-speed internet needed for real-time ASL and LSQ 
communication through video calls without interruptions or decreased video quality. 
 

15.​The Committee also stresses the importance of transparency in network speed but 
urges service providers to present this information in ways that are culturally and 
linguistically appropriate for DDBHH customers. This includes presenting upload and 
download speeds in plain language or through sign language videos, ensuring 
DDBHH individuals can accurately assess network quality. 

 
Self-Service Mechanisms 

 
16.​DWCC supports PIAC’s position that information on self-service mechanisms should 

let the consumer know they are able to make changes independently, without 
needing to contact a customer service representative. 
 

17.​However, DWCC cautions that for the process to be truly accessible to DDBHH 
individuals, the information and instructions must be provided in plain language and 
in a format that suits their needs. This includes clear, step-by-step instructions on 
how to make changes, cancel services, or switch providers. 
 

18.​The Committee further emphasizes that any DDBHH individuals rely on visual or 
text-based communication, so the self-service mechanisms must be fully accessible 
and easy to navigate. If it is not designed accordingly, the process may become 
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more frustrating than helpful, thus defeating the purpose of utilizing self-service 
options. 

 
Accessibility for Diverse Consumer Needs 
 
19.​DWCC fully agrees with Nicole Corrado that all telecom information should be 

written in a clear, accessible, and easy-to-understand manner. This includes 
providing information in a format that is inclusive of individuals with learning 
differences. Telecom companies must make an effort to ensure that all customers, 
regardless of their cognitive abilities, can fully comprehend and make informed 
decisions regarding their services. 
 

20.​DWCC acknowledges Joe Adam's concerns regarding the difficulty older individuals 
face when selecting appropriate telecom plans. Navigating through the wide variety 
of options and understanding the fine print, especially with plans that vary in terms of 
features and contract lengths, can be overwhelming and confusing for many, 
particularly those who may not be as tech-savvy. 
 

21.​DWCC appreciates Rogers' input but emphasizes that the 90-day notice must 
balance relevant information with simplicity. While directing customers to online 
resources is reasonable, these resources must be accessible to all consumers, 
including those with disabilities. Accessibility must be a forethought, not an 
afterthought, in the design of these notices. 

 
Switching Services and Consumer Communication 

 
22.​DWCC acknowledges TELUS' point regarding the number of customers who cancel 

their mobile wireless services through their new provider, indicating that many 
consumers are aware of this option. However, it remains important to ensure that all 
customers, including those who may not be fully aware of the process, receive clear, 
accessible information about their options for switching providers. This ensures that 
no customer is left confused or uninformed about their choices. 
 

23.​DWCC takes into account Rogers' point that many customers are familiar with 
switching providers and transferring phone numbers. However, it is DWCC’s position 
that it is vital to ensure that all customers—especially DDBHH individuals who may 
be less familiar with the process—receive clear, accessible guidance, particularly in 
ASL and LSQ. This ensures that no customer feels left out or uninformed about their 
options. 
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24.​DWCC notes that Bell has joined the bandwagon with Telus and Rogers, claiming 
many customers are aware of the option to have their new provider cancel existing 
service and transfer their phone number. However, DWCC underscores this is not 
the issue for many DDBHH individuals, who require clear, accessible information to 
make informed choices, particularly in ASL and LSQ. 

 
B. Affordability and Cost Transparency 
 
Financial Burden and Accessibility 
 
25.​DWCC agrees with CDGM that the pricing of wireless phone and internet services 

can create a significant financial strain for DDBHH individuals, particularly those on 
limited incomes. This aligns with data from DWCC’s CRTC 2024-293 Survey 
Analysis Report1, where 35% of DDBHH respondents receive government disability 
or social assistance as their primary source of income, and 37% of respondents earn 
less than $35,000. 
 

26.​DWCC fully agrees with Nyeomi Dawn that not everyone can afford $50-$100 
monthly plans and that there should be options for people whose only income is 
disability or are otherwise low income. Limited income must not be a barrier to 
receiving basic telecommunication services. 
 

27.​DWCC acknowledges Lucas Winquist's frustration with the major cellphone 
providers and their unjustifiable fees, including suspension fees, NSF fees, 
cancellation fees, and charges for suspended services. DWCC stresses that these 
hidden or excessive fees create an unnecessary financial burden for consumers, 
particularly for individuals who are already financially vulnerable. 

 
28.​DWCC believes that transparency, accessibility, and inclusivity are crucial in 

ensuring that DDBHH individuals can access telecommunications services without 
undue financial hardship or confusion. 

 
Pricing and Cost Transparency 
 
29.​DWCC strongly supports Allen Hernandez's recommendation for a low-cost basic 

phone plan for low-income individuals and households, as well as those on social 
assistance. This plan would enhance accessibility and affordability for vulnerable 

1 DWCC. (2025}. DWCC Survey Analysis Report: Making it easier to choose a wireless phone or Internet 
service: Enhancing customer notifications - link 
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communities, ensuring they can stay connected without excessive fees or data 
limitations. Such an inclusive service is vital for equity in telecommunications, 
helping to reduce digital divides and allowing all Canadians to stay connected, 
regardless of their financial situation. 
 

30.​DWCC fully supports Trace Gillespie's call for the introduction of lower-data plans 
with more affordable pricing. Many consumers, especially those who do not require 
large data allowances, are often forced into plans with excessive data that they do 
not use, driving up costs unnecessarily. 

 
31.​DWCC fully agrees with Hannelore Walther on the need for greater transparency 

from Internet service providers. Customers should have clear, accessible information 
about their services without hidden fees or confusing terms. 
 

32.​DWCC strongly agrees with Kathy McKague's point about the variability of pricing 
within individual telecom providers. It is unacceptable that two customers receiving 
the exact same service, living on the same street, can have vastly different pricing 
simply due to negotiation or customer service interactions. This lack of transparency 
creates an unfair environment where pricing feels arbitrary, and it is heavily 
dependent on the consumer's ability to spend time fighting for a better deal. 

 
33.​DWCC fully supports Robert Colmenare’s statement that Canadians are being 

nickeled and dimed into poverty by telecom companies by charging reprehensible 
skyhigh prices for basic things. 

 
34.​DWCC strongly opposes any increase of pricing without notifications. This does not 

allow consumers ample time to revisit their service plan and make adjustments 
accordingly. Additionally, DWCC supports the need for early notifications for 
month-to-month plans, especially regarding pricing changes or expiring promotions 
to allow consumers to make informed decisions. A 90-day notice for such 
consumers would give them time to review options, switch plans, or seek promotions 
that better suit their needs. 
 

35.​DWCC acknowledges the concern expressed by CTA regarding the administrative 
and financial costs associated with a standalone notification requirement. However, 
we believe that the benefits of proactive notifications in preventing bill shock and 
ensuring transparency outweigh the additional costs. It is DWCC’s position that 
rather than imposing inefficiency, these notifications contribute to better consumer 
protection and informed decision-making, ultimately supporting the broader policy 
objectives of enhancing fairness and accessibility in the telecommunications market. 
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36.​Bruce Maxwell shared that his wireless phone provider increased his monthly fees 

for each of the two phones on his agreement without any prior notifications. DWCC 
finds such increases without notification unacceptable and believes this practice 
should never occur. 
 

37.​Ralph Marroquin highlighted that service providers often give customers a contract, 
only later increase their bills with “service improvement fees”. DWCC finds this 
practice misleading and believes that such covert price hikes must be prohibited to 
protect consumers from unexpected financial burdens. 

 
38.​Simon Lamouruex asserted that the cost of goods is rising everyday, and that 

having notifications on service plans would help Canadians better manage rising 
costs and make more informed financial decisions. DWCC agrees with this 
perspective and reiterates the need for consumers to be empowered to make 
choices about what expenses to reduce without financial penalties 

 
39.​DWCC strongly agrees with OpenMedia that pricing is a crucial factor when 

selecting a mobile service plan. This aligns with DWCC’s Survey Analysis Report2 
findings, where 80% of respondents highlighted the importance of pricing, plan 
options, and affordability  in their decision-making process. Additionally, 76% of 
respondents highlighted the same factors as essential for internet services. 
 

40.​DWCC strongly agrees with OpenMedia that effective consumer protection begins 
with transparency. When consumers are fully informed, telecom providers are held 
accountable and are incentivized to offer fair practices. Without clear and accessible 
information, especially for vulnerable groups, consumers are at risk of exploitation. 
Transparency empowers consumers to make informed decisions, ensuring they are 
not subjected to unfair pricing or unexpected charges. 

 
Excessive and Unjustified Fees 
 
41.​Morris McClelland expressed that he has been regularly surprised to find that his 

wireless phone plan rate increased without any prior notifications. DWCC asserts 
that customers should never face surprise rate increases without advance notice, 
and such practices should be prevented. 
 

2 DWCC. (2025}. DWCC Survey Analysis Report: Making it easier to choose a wireless phone or Internet 
service: Enhancing customer notifications - link 
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42.​Lorna McAdam, Jane Ng, Michael Scott, Farhan Ashraf, Ron Persaud, Geoff 
Sanders, and Srisai Srinivasan stated that their wireless phone service plan 
increased by $5.00 without any notifications, even though they were still within the 
duration of their service contract. Samuel Samvelian mentioned that he had a 
2-year contract, and his plan was raised by $15.00 without any notifications. 
 

43.​DWCC agrees that consumers, as above have shared, should be notified of any rate 
increases, especially when they are within a service contract, as this would allow 
them to make informed decisions about their plan. 

 
44.​DWCC also agrees with Octave Gatambira that early termination fees or porting 

fees of up to $60 - especially when there is no active contract - create unnecessary 
barriers for consumers. It is DWCC’s position that these fees limit consumer choice 
and discourage healthy market competition, ultimately harming consumers who are 
seeking better deals. 
 

45.​Tony Vaugba shared his experience of being charged $70.00 each line (totalling 
$140.00) for activation when he ported his phone numbers into Bell. Mr. Vaugba 
expressed confusion about what these charges entailed, especially given there were 
issues with these phone numbers. 
 

46.​DWCC finds it appalling that Ialit Azad was threatened with a $70 disconnection and 
reconnection fee. The Committee agrees that it is an absurd fee just to reactivate 
the service, and that this practice must stop. 

 
Promotional Rates and Contract Transparency 

 
47.​DWCC agrees with Clayton Cheung that internet and wireless service providers 

increasingly rely on limited-time promotional discounts to attract consumers. While 
these discounts may seem appealing at first, acknowledging the shock many 
customers experience when their monthly bills suddenly increase by $50 or more 
once the promotional period ends must be addressed. 
 

48.​DWCC agrees with Arra Aravindhan's concerns regarding price hikes after 
introductory deals. It is unacceptable that customers are forced to pay out of pocket 
and spend time searching for new promotions just to avoid unjustified price 
increases. 
 

49.​DWCC fully agrees with Braden Drouillard's concerns regarding the sudden and 
often significant price increases when promotional deals end. The lack of proactive 
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communication from service providers leaves many consumers unaware that their 
service costs are about to rise, resulting in financial strain and a sense of being 
taken advantage of. 
 

50.​DWCC fully supports William Smith’s concerns about the lack of transparency and 
unfair practices surrounding promotional rates and discounts. DWCC finds it 
unacceptable that new customers receive better deals while existing customers are 
left paying higher rates without any notifications or offers to match those deals. This 
creates an unfair situation where loyal customers are punished with increased prices 
and have to go through unnecessary hurdles to receive the same discounts offered 
to newcomers. 
 

51.​DWCC agrees with Kathleen Hurley that offering bundled deals and promotions 
only to new customers creates a system of inequality. Existing customers should 
have equal access to renewal offers and service updates that are clearly 
communicated via accessible channels, including online and phone options. 

 
52.​DWCC strongly agrees with the concerns expressed by Don Salvatore and others 

regarding the practices of wireless service providers. Providers often fail to properly 
notify consumers when promotions end or prices increase, leaving customers 
blindsided by unexpected charges. Additionally, the practice of misleading 
consumers with promises that prices will remain fixed for a specified term, only to 
raise those prices later, is unacceptable. 

 
53.​There should be clear, accessible notifications sent well in advance—preferably in 

multiple formats—reminding consumers when a deal or promotion is coming to an 
end. This would allow them to make an informed decision about whether to continue 
the service or seek a more affordable option. DWCC advances for greater 
transparency and communication to ensure consumers are not unfairly caught off 
guard by price hikes. 

 
Consumer Choice and Market Competition 
 
54.​DWCC shares John Smith's frustration regarding the high cost of cell phone and 

internet plans in Canada. DWCC finds that it is concerning that consumers are 
paying exorbitant amounts for services that are significantly cheaper in other 
countries. The disparity in pricing, especially when compared to international rates, 
highlights the need for greater affordability and competition in Canada’s 
telecommunications market. DWCC believes that Canadians should have access to 
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affordable, high-quality services, and this issue requires serious attention to help 
reduce the financial burden on consumers. 
 

55.​DWCC strongly disagrees with Rogers' assertion that including plan details such as 
pricing and services would overwhelm consumers or add undue burden on service 
providers. DWCC believes that transparency around available options is vital for 
consumer choice and to help navigate potential changes in service. Furthermore, 
consumers should be able to easily access all the information required to make 
informed decisions without the need for complex system modifications or 
unnecessary marketing messages. 
 

56.​DWCC fully supports Violet Pucsek's call for more options that offer improved and 
more affordable telecommunications services. The current landscape is dominated 
by a few major providers, which limits choice and affordability for consumers, 
especially those with limited incomes or accessibility needs. DWCC asserts that 
more competition in the market will lead to better services and fairer pricing for 
everyone, ensuring that all Canadians, regardless of income or accessibility needs, 
can make informed choices without facing undue financial barriers. 
 

57.​DWCC agrees with James Thomas' concerns about the lack of good plans 
available to existing Bell customers. It is frustrating that telecom companies often 
prioritize new customers over those who have been loyal for years. It is DWCC’s 
strong position that existing customers should have access to the same or similar 
offers and promotions as new customers to ensure they are treated fairly and with 
respect. 

 
58.​DWCC agrees with Sidd Shah that self-service would reduce barriers and provide 

Canadians with the autonomy to manage their telecom services effectively and 
conveniently. DWCC believes this would enhance the customer experience by 
minimizing long wait times and reducing the need for in-person store visits. 

 
C. Consumer Awareness and Protection 
 
New vs Existing Customers 
 
59.​DWCC fully agrees with Jeff Reso’s recommendation to eliminate "new customers 

only" promotions. These exclusive deals create unnecessary barriers for loyal 
customers, leaving them without access to the same discounts or promotions offered 
to new clients. 
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60.​DWCC fully supports Patti Bryant’s recommendation that introductory offers should 
be available to both new and existing customers. Making these deals available to all 
customers, regardless of when they signed up, would promote fairness and 
encourage long-term loyalty. DWCC believes that this would show appreciation for 
loyal customers and contribute to a more equitable customer experience. The 
rationale is Committee members know from our lived experience that DDBHH 
Canadians tend to stay with providers who understand their accessibility needs and 
accommodate them effectively. Ensuring enhanced accessibility plans—with 
expanded data allowances, faster speeds, and more affordable pricing—would 
better support their communication needs.  
 

61.​DWCC fully agrees with Gordon Smith’s concern that existing customers should 
not face arbitrary price increases after their contract ends. Once a rate is agreed 
upon, it should remain locked in for the customer, with any changes only occurring if 
the customer actively agrees to them. Existing customers should not be penalized by 
price hikes that apply only to new customers. DWCC believes that ensuring that 
existing customers are protected from such increases would create a fairer, more 
transparent pricing system and help build trust between consumers and service 
providers. 
 

62.​DWCC strongly agrees with Kimberly James regarding the disrespect shown to 
loyal customers. After decades of being a customer, Kimberly and her family should 
not feel penalized for choosing to bring their own device (BYOD) or for not opting 
into a contract. Loyalty should be rewarded, not taken for granted or exploited. 
The telecom industry needs to recognize the value of long-term customers, 
especially when they’ve supported a company for years or decades. Rather than 
creating divisions, the industry should reinforce a more inclusive ecosystem that fully 
supports BYOD, ensuring fairness and flexibility for all customers. 

 
Accessibility of Information 
 
63.​DWCC strongly supports OpenMedia’s idea of expanding the concept of "nutrition 

labels" to mobile services, ensuring that all telecom providers offer clear, 
standardized information about their services. The DWCC believes that this 
approach would enhance transparency and help consumers better understand the 
costs, features, and terms associated with their mobile services, much like how food 
nutrition labels provide consumers with clear, accessible details about what they are 
purchasing. 
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64.​DWCC supports CDGM’s emphasis on clear communication of service details 
including voice, text, data allowances, and usage limits. It is essential that DDBHH 
customers receive comprehensive information about the services they are receiving 
in a format that is easily accessible such as via text, email, or other visual means, 
including ASL/LSQ. 
 

65.​Additionally, DWCC emphasizes that direct communication in ASL and LSQ 
customer service is crucial for barrier-free access to information and communication, 
as indicated in our intervention and survey analysis report 3. 
 

66.​DWCC concurs with OpenMedia that transparency is key to effective consumer 
protection. Without clear, standardized information, vulnerable consumers face 
hidden fees, unexpected charges, and misleading promotions. DWCC believes this 
lack of transparency puts them at risk of exploitation by telecom providers. 
Consumers must be empowered with accessible, straightforward information to 
make informed decisions and avoid financial burdens in the telecom market. 

 
Notification Requirements and Timely Communication 

 
67.​DWCC respectfully disagrees with the CTA’s position regarding the 90-day notice. 

While we agree that service providers should not be tasked with promoting 
competitors' services, it is crucial that customers are fully informed of their options. 
Including information about the ability to cancel service and transfer numbers 
facilitates a smoother, more transparent transition, empowering customers to make 
informed decisions. DWCC believes that this approach ensures fairness without 
unfairly burdening the current service provider. 
 

68.​In line with PIAC’s recommendation, DWCC agrees that adding notification 
requirements to the Wireless and Internet Codes would greatly benefit consumers, 
particularly as they approach the end of their service contracts, enhancing 
protections and transparency. 
 

69.​Eric Jackson stated that customers deserve to be notified if and when their plan 
discount is expiring and DWCC is in favour of having such notifications. Clear, timely 
notifications about expiring discounts are essential to help consumers to make 
informed decisions about whether to continue with their current plan, switch to a new 

3 DWCC. (2025}. DWCC Survey Analysis Report: Making it easier to choose a wireless phone or Internet 
service: Enhancing customer notifications - link 
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one, or see a more affordable alternative, preventing them from being blindsided by 
price increases. 
 

70.​DWCC fully supports Amber Stechyshyn’s frustrations with wireless companies 
that raise rates without prior notifications. Consumers should not be forced to jump 
through hoops to remove unjustified charges. DWCC agrees that this practice must 
end to improve consumer trust and satisfaction. 
 

71.​DWCC also supports Musab Syed's concern that important notices are often buried 
in fine print or placed at the back of bills. Expecting consumers, especially those with 
limited time, to comb through every line of a bill is unreasonable, particularly when 
everything else appears normal. 
 

72.​DWCC concurs with Kiri Nichol's observation that long wait times for phone or 
webchat services create significant barriers to renegotiating service agreements. 
These delays hinder customers from seeking better deals or addressing issues in a 
timely manner, leading to frustration. 
 

73.​DWCC believes that telecommunications companies should ensure wait times do 
not exceed 10 minutes. To further reinforce this standard, a customer protection 
code should require companies to offer compensation, such as a percentage 
discount on their telecommunications service plan, for wait times exceeding 10 
minutes. This would help hold providers accountable for efficient customer service, 
incentivize them to improve response times, and promote better customer 
satisfaction.​
 

74.​DWCC further agrees with Kiri Nichol’s statement that customers should be asked to 
provide written consent to a new service agreement for the reason that currently 
customers provide verbal consent without seeing a written version of the service 
agreement. Due to communication barriers, DDBHH customers face significant 
disadvantages, leading to misunderstandings. With this in light DWCC fully agrees 
that requiring customers to consent to a written agreement will help deter “bait and 
switch” sales tactics. Please see more of the DDBHH shopping and communication 
experience in DWCC’s mystery shopper report4 submitted to TNC CRTC 2020-178.​
 

75.​DWCC disagrees with Rogers' claim that there is no evidence to support the need 
for additional notifications when using international roaming. Our CRTC 2024-293 

4  DWCC (2021) Unlocking the Mystery Shopping Experiences of Deaf, Deaf-Blind and 
Hard of Hearing Canadians in Wireless Service Retail Stores - link 
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survey analysis report5 findings indicate that many DDBHH consumers struggle with 
unexpected charges, highlighting the need for proactive notifications. With 
advancements in technology, timely alerts should be feasible, promoting 
transparency and giving consumers control over their roaming costs. 
 

76.​DWCC supports Nikola Kokilev's call for clear notifications when approaching 
usage limits, such as for data or roaming, and for better notifications for contract 
renewals. These proactive steps ensure consumers can make informed decisions, 
avoiding unexpected charges and maintaining control over their usage. 

 
Contract and Service Change Clarity 
 
77.​DWCC strongly supports OpenMedia that Canadians should not be kept in the dark 

about the sustainability and longevity of their mobile phones, especially as such 
labelling becomes standard in other markets. By applying standardized labels to 
both service plans and devices, the Commission can set a new industry standard 
that empowers consumers, promotes environmental responsibility, and enables 
Canadians to make informed, sustainable choices. 
 

78.​DWCC fully supports Réjeanne Gingras's frustration with Bell's vague contract 
language, particularly the use of the word "might" when referring to potential price 
increases. A 10% price hike so soon after signing a contract, despite an 
understanding that costs would remain stable, is deeply concerning. 
 

79.​DWCC agrees with Kevin McGraw’s call for price transparency during contract 
rollovers. Notifying customers of contract expiration is insufficient; service providers 
must offer existing customers the same lowest rates as new customers. It is 
DWCC’s view that automatically rolling over customers into higher-priced plans is 
unfair. Price transparency and consumer protection should be prioritized, ensuring 
all customers, regardless of contract status, receive the best available rates and are 
treated equitably. 
 

80.​DWCC fully supports Heather Gibling’s call for clearer, more visible communication 
from telecom companies when they increase prices. It is unacceptable for 
companies like Koodo to bury important information about price hikes in fine print at 
the bottom of the bill or in a non-prominent section of emails. Such changes should 
be clearly highlighted to ensure full transparency. 

5 DWCC. (2025}. DWCC Survey Analysis Report: Making it easier to choose a wireless phone or Internet 
service: Enhancing customer notifications - link 
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81.​DWCC agrees with Clayton Cheung that service providers often hide price hikes in 

collapsible, hidden sections of the bill, making it difficult for consumers to easily 
notice the increases. The Committee believes this practice undermines 
transparency and trust between service providers and their customers, and is 
unacceptable for companies to conceal important information in a way that makes it 
nearly impossible for consumers to fully understand the true cost of their services. 

 
Early Termination Fees and Exit Barriers 
 
82.​DWCC strongly agrees with Matt Blackburn's assertion that exit fees function as a 

financial trap for consumers. These disproportionately fees create barriers, force 
individuals to remain with providers they are dissatisfied with or face substantial 
financial penalties. DWCC believes that this practice denies consumers the freedom 
to seek out better, more affordable services. It contributes to an overall sense of 
disempowerment due to feeling financially trapped. 
 

83.​DWCC also supports Anthony Bohemier’s concerns regarding the financial traps 
created by service providers. Exorbitant early termination fees often leave 
consumers in difficult positions, either stuck with an unsatisfactory provider or forced 
to pay hefty fees. Consumers should not be financially penalized for seeking 
alternatives, and DWCC strongly advances for a system that supports greater 
competition and fairer options for all Canadians. 
 

84.​DWCC concurs with Sidd Shah’s point that cancellation fees are punitive and lock 
customers into unaffordable services. These fees discourage consumers from 
exploring better deals and hinder their ability to make cost-effective choices. 
 

85.​DWCC wholeheartedly agrees with Gary Verner's point that if service providers 
raise prices during a contract term, customers should be allowed to switch providers 
without penalty. It is unfair for consumers to be locked into contracts that suddenly 
become more expensive due to price increases outside their control. 

 
86.​DWCC calls for stronger protections against such financial traps and urges the 

Commission to implement measures that ensure exit fees are fair, transparent, and 
reasonable. Consumers should have the freedom to choose or leave a service 
provider without facing unnecessary financial hardship. 
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87.​Finally, DWCC agrees with Jean-Marie Nogue’s view that there should be a system 
that allows consumers to renew, renegotiate, or switch plans without penalties, 
ensuring greater flexibility and fairness. 

 
D. International Roaming & Cost Management Concerns 
 
Proactive Notifications & Transparency 
 
88.​DWCC supports SSi Canada that modifies international roaming notifications to 

include information on affordable alternatives, such as data packages or prepaid 
plans. DWCC believes this ensures consumers are fully informed, empowering them 
to make better decisions and avoid unexpected charges, aligning with transparency 
and consumer protection principles. 
 

89.​DWCC strongly supports Peter Malik's recommendations regarding international 
roaming. Proactive notifications, particularly when they are approaching thresholds 
like $100, are essential to keep all consumers informed. 
 

90.​DWCC concurs with Build Nova Scotia that real-time incremental notifications are 
essential for keeping consumers informed about their service costs as they 
accumulate. This transparency allows consumers to track and adjust their usage, 
helping them avoid unexpected charges. DWCC believes by providing timely and 
accessible information, service providers empower consumers to make informed 
decisions and manage their spending more effectively. 
 

91.​DWCC somewhat agrees with PIAC about that notifications on roaming charges 
begin at $30 and for every $10 increment afterwards. Some individuals might find 
frequent notifications overwhelming. To address this, it may be beneficial to allow 
consumers to customize how often they receive roaming notifications. 
 

92.​Lastly, DWCC fully supports Pritpal Matharu's point about improving international 
roaming notifications. By providing customers with clear, accessible, and timely 
information about alternative plans and options, telecom providers can help prevent 
bill shock and ensure customers are allowed to make more informed choices. 
 

93.​DWCC acknowledges CTA’s statement that service providers plan to introduce new 
roaming options in 2025. While this may offer additional choices, proactive 
notifications remain crucial to ensure consumers are informed. DWCC believes 
these notifications will help consumers make informed decisions as the market 
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evolves. Additionally, it is essential that these options remain affordable and 
reasonable for all consumers. 
 

94.​DWCC acknowledges TELUS' approach to providing personalized and actionable 
roaming notifications. While flexibility is important, we believe that standardized and 
consistent proactive notifications are essential to ensure all consumers, regardless 
of their service plan, are equally informed about roaming charges. While TELUS' 
model may work for its customers, DWCC asserts that clear, accessible, and uniform 
notifications are critical to ensuring fair treatment and transparency across the 
industry. 
 

95.​DWCC disagrees with Bell’s position on international roaming. While the Wireless 
Code provides some notifications, there remains a risk of customers unknowingly 
reaching the $100 international roaming cap, especially for those who may not fully 
understand or monitor their usage. It is DWCC’s position that additional proactive 
notifications would better protect consumers from bill shock, ensuring clearer 
transparency and preventing unexpected charges. 

 
Financial Protections 

 
96.​DWCC is skeptical of Bell's claim that few subscribers struggle with roaming 

charges. Our survey report6 shows that 52% of DDBHH responses indicated a 
desire for notifications before reaching the $100 roaming cap, primarily to manage 
costs and avoid high charges. DWCC asserts that this highlights the need for 
proactive notifications, enabling customers to adjust, switch plans, or use Wi-Fi 
before extra charges accrue. 

 
Consumer Control 

 
97.​DWCC strongly supports PIAC’s recommendation that wireless service providers 

inform users via SMS when they are in another country, offering the option to turn 
their data roaming OFF in their phone settings to avoid international roaming 
charges. This proactive notification would eliminate confusion about how 
international roaming charges are applied. 
 

98.​DWCC supports Mark Riley’s position that wireless phone providers must offer 
seamless self-service options for managing international roaming. The ability to 

6 DWCC. (2025}. DWCC Survey Analysis Report: Making it easier to choose a wireless phone or Internet 
service: Enhancing customer notifications - link 
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easily turn roaming services on or off is essential, as it would allow consumers to 
proactively manage their international roaming costs, addressing the current lack of 
transparency in the process. 
 

99.​DWCC acknowledges that Canadian providers, including Rogers, have made 
significant strides in evolving their international roaming offerings since 2013. While 
this evolution is commendable, it is crucial that service providers continue to 
prioritize consumer transparency and awareness as these new options are 
introduced. Clear and timely notifications remain essential to ensure that customers 
can take full advantage of these competitive offerings without facing unexpected 
costs or confusion. 

 
E. Service Transparency and Notification Preferences 
 
End-Date and Promotional Notifications 
 
100.​ DWCC has a differing viewpoint with CTA regarding this issue. We believe that a 

separate end-date notification is necessary to ensure that customers have clear and 
timely information about the conclusion of promotional offers. While customers may 
receive information through various methods, a dedicated notification would provide 
added clarity and prevent confusion. 
 

101.​ DWCC acknowledges the logistical challenges highlighted by TELUS regarding 
the dynamic nature of plan availability and customer-initiated account changes. 
However, it is essential that customers receive up-to-date and relevant information to 
make informed decisions. While plan availability may change, ensuring that 
customers have timely notifications about available options, including any necessary 
updates during the 90-day period, will help them manage their services effectively 
and avoid unnecessary confusion. 
 

102.​ DWCC disagrees with Bell's view that adding device return information to the 
90-day notice is unnecessary. Including such details directly within the notice could 
ensure customers receive all relevant information in one place, preventing 
unexpected and unnecessary charges if they haven't been informed about how to 
return the device and are still holding on to it, thus avoiding the time-consuming 
process of getting charges reversed.​
​
 

 

Page 19 of 23 



Deaf Wireless Canada Consultative Committee 
CRTC TNC 2024-293-2 - Final Reply 

Transparency and Flexibility in Service Plans 
 
103.​ DWCC agrees with TELUS that a well-balanced notification approach should 

prioritize clarity and relevance. However, it is DWCC’s position that it is essential that 
notifications provide sufficient detail to ensure consumers, especially DDBHH 
individuals, are fully informed. Excessive notifications should be avoided, but 
adequate and timely alerts are crucial for empowering consumers to make informed 
decisions and avoid unexpected charges without overwhelming them. 
 

104.​ DWCC respectfully disagrees with the CTA’s view on mandating plan information 
in the 90-day notice. While acknowledging market dynamics, the Committee 
believes providing guidance on available plan categories, rather than fixed plans 
based on current usage, ensures flexibility. This approach supports evolving 
consumer needs, fosters transparency, and enhances trust, offering long-term 
benefits that outweigh the administrative challenges. 
 

105.​ DWCC acknowledges Rogers' position but firmly believes that the 90-day notice 
should not mandate specific plans or categories of plans. Consumers’ needs evolve, 
and market dynamics often change, making it difficult for fixed-plan lists to remain 
relevant. Instead, the notice should guide consumers to tools and resources that 
allow them to compare their current services with available alternatives, ensuring 
flexibility and promoting competition. 
 

106.​ DWCC supports DHHC’s position that no specific service providers or classes of 
service providers are to be exempt from the notification requirements. Ensuring that 
all service providers, regardless of type or size, adhere to these regulations is vital 
for promoting fairness and transparency. Exemptions could undermine the 
regulations’ intent, leading to an uneven playing field and potentially harming 
consumers. Providers must be held to a higher standard of transparency, and 
customers should be given proper notice before significant changes occur. 
 

Accessibility Plans 
 
107.​ DWCC fully supports DHH Coalition that accessibility plans must be notified to 

consumers, even if they are not current subscribers of accessibility plans. According 
to DWCC’s survey report7 and in its intervention, 36% of respondents are unaware 
that wireless phone accessibility plans are available. 

7 DWCC. (2025}. DWCC Survey Analysis Report: Making it easier to choose a wireless phone or Internet 
service: Enhancing customer notifications - link 
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108.​ The Committee reiterates that wireless phone accessibility packages are to be 

treated equally with other specialized plans, such as adults 55+, students, and 
newcomers. This includes placing specialized accessibility packages alongside with 
other specialized packages on wireless phone service providers’ websites. 
Additionally, unlimited data plans and international roaming plans are to be included 
in these plans. 
 

109.​ Furthermore, 97% of the respondents in the survey indicated that they require an 
internet accessibility plan. Such plans would ensure DDBHH have equal access to 
information and communication on the internet. Information about such plans needs 
to be notified by internet service providers as well. 
 

110.​ In addition to ensuring accessibility plans are clearly communicated, DWCC 
emphasizes the need for these plans to be easy to access and understand. This 
includes providing clear information on how to sign up, what benefits are available, 
and any associated costs or limitations. Making this information easily accessible will 
ensure that DDBHH individuals can make informed decisions about the services 
they choose. 
 

111.​ Furthermore, DWCC advocates for continuous monitoring and evaluation of the 
accessibility plans offered by service providers. Regular reviews will ensure that 
these plans remain relevant and continue to meet the evolving needs of DDBHH 
individuals, particularly as technology and internet requirements change. Service 
providers must be held accountable for maintaining high standards of accessibility 
and inclusivity for all customers. 

Conclusion 

112.​ In conclusion, DWCC strongly asserts that accessibility, transparency, and 
consumer protections must be at the forefront of telecommunications policies in 
Canada. The systemic barriers faced by Deaf, Deaf-Blind, and Hard-of-Hearing 
(DDBHH) consumers in accessing essential services require immediate and 
meaningful regulatory intervention. ​
 

113.​ As outlined in DWCC’s submissions, the reliance on voice-based customer 
service, lack of ASL/LSQ support, inadequate notifications, and unfair pricing 
structures continue to place DDBHH individuals at a significant disadvantage. 
Without clear, accessible, and standardized consumer protections, DDBHH 
individuals will remain excluded from the digital economy and essential services that 
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others take for granted.​
 

114.​ DWCC urges the Commission to take decisive action by mandating service 
providers to implement robust accessibility measures, including ASL/LSQ support, 
visual and text-based notifications, and fair pricing structures. Accessibility must 
not be treated as an afterthought or a voluntary feature but as a core 
requirement that ensures equal access for all consumers. Furthermore, the 
Commission must enforce compliance measures to ensure that service providers 
are held accountable for meeting these accessibility standards, rather than 
continuing with the status quo of limited accommodations and vague commitments 
to improvement.​
 

115.​ Additionally, DWCC emphasizes the critical need for pricing transparency and 
affordability. Many DDBHH consumers, particularly those on fixed or limited 
incomes, struggle with unjustified fees, contract loopholes, and unexpected rate 
increases that create financial burdens. Service providers must be required to 
provide clear, upfront, and accessible information about costs, promotional terms, 
and potential price changes, ensuring that consumers can make informed decisions 
without fear of hidden fees or misleading contract conditions. Ensuring transparency 
in service plans, promotional rates, and early termination fees will help prevent 
consumer exploitation and foster a more competitive and equitable marketplace.​
 

116.​ The Commission must also address the longstanding concerns surrounding 
customer notifications and service flexibility. From consumer perspectives and an 
accessibility lens, the DWCC stresses that DDBHH consumers should not be forced 
to navigate inaccessible or confusing systems to manage their accounts, switch 
providers, or receive timely notifications about their service plans. Implementing 
standardized notification requirements, proactive cost management tools, and 
self-service mechanisms that are fully accessible will empower DDBHH consumers 
to independently manage their telecommunications services without reliance on 
inadequate or inaccessible customer service.​
 

117.​ DWCC remains committed to collaborating with the Commission, industry 
stakeholders, and the broader consumer advocacy community to ensure that 
telecommunications services in Canada are truly inclusive and equitable. The 
Commission has a unique opportunity to implement meaningful reforms that will 
bridge the accessibility gap and protect the rights of DDBHH consumers. DWCC 
urges the Commission to take bold action in response to the concerns raised in this 
consultation, ensuring that accessibility and consumer protections remain a top 
priority in shaping the future of Canada’s telecommunications landscape. 
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Participation in the proceeding 
 

118.​ DWCC trusts that it has accumulated sufficient evidence regarding its 
accessibility group to significantly and meaningfully contribute to the proceeding. 
Telecom Notice of Consultation CRTC 2024-293-2. Call for comments - Making it 
easier to choose a wireless phone or Internet service-Enhancing customer 
notification - Changes to procedure 

 
119.​ DWCC appreciates the Commission’s consideration of its intervention and the 

supporting evidence provided in this document.​
 

120.​ Should you have any questions, please do not hesitate to contact us.​
 
 

Sincerely, ​
 
​
Jeffrey Beatty, Chair​​ ​        ​
Deaf Wireless Canada Consultative Committee -  
Comité pour les Services Sans fil des Sourds du Canada (DWCC-CSSSC) 

 
 
 
 
 
​

****END OF DOCUMENT**** 

​
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